Abstract
more colorful website, while a learning website should be more informative (not necessarily colorful) [4] .
This objective of this study is to find the priority of website quality criteria to help C2C e-commerce website developers in developing their website. Using the criteria priority, this study measured the quality of C2C e-commerce websites in Indonesia. The criteria used in this study were adopted from a study conducted by Dominic et.al [24] . In the analysis process, AHP method is employed due two main reasons. First, it is considered more flexible and sustainable in measuring subjective and objective evaluations. Second, AHP also has a consistency test procedure [25] . The criteria used when measuring the website quality are load time, page size, number of items, availability, broken links, traffic, design optimization, and markup validation [24] . The measurement process of all C2C e-commerce websites on each criterion will use the help of web diagnostic tools.
This paper comprises of four sections. The first part contains the introduction that includes the background of the problem and the solution offered; the second part is the research method that includes the method used in this research; the third part is the result and analysis, and the last part is conclusion containing the conclusion of this research and suggestions for future researches.
Research Method
This section explains the methodology employed in this research. There are four steps namely problem formulation, designing analytical hierarchy process, data collection and data analysis. The research flow is available in Figure 1 . 
Problem Formulation
This stage formulates the problems to address. There two employed problem formulations: 1) What is the priority of quality criteria for C2C e-commerce website; 2) What is the ranking of C2C e-commerce based on their website quality?
Designing Analytical Hierarchy Process (AHP) Model
After formulating research problems, the next stage is to design a three-level hierarchical model to construct the research objective. The first level is the goal to find, the second level is the lists of assessment criteria and the third level is the lists of the websites that under investigate. The third level contains C2C e-commerce websites. The AHP model developed in this study is adopted from [24] . Khan and Dominic developed an AHP model for selecting best quality of airline websites in Malaysia [24] . Here, instead of selecting the best airline website, this study aims to investigate the best C2C e-commerce website. The result of the proposed model is available at Figure 2. 
Data Collection
This research produces two data types: qualitative data and quantitative data. The quantitative data is obtained from tools and is not incorporating subjective judgment to produce data. In reverse, qualitative data relies on the individual subjective judgement. Qualitative data is conducted when a reliable tool to produce data is not available. This happened partially because of the intertwined complexity of the aspects among data sources. This research uses web diagnostic tools to yield quantitative data and expert judgement to generate qualitative data. In terms of qualitative data, this study uses questionnaire given to experts to develop a pairwise comparison among criteria. Website diagnostic tools used in this study can be seen on The authors then give questionnaire to experts along with this following information: the filling instruction, the expert personal information, the criterion description, and the pairwise question for each criterion. Furthermore, the potential answers of the pairwise questions are the extension of that of AHP and are Likert-based. The scale of the pairwise question is available at When web diagnostic tools have been successfully collected and questionnaires have been created, the data collection process can begin. The process of data collection using web diagnostic tools is conducted every day for a month (28 march-26 April 2018) at an unspecified time (random sampling). Then the process of data collection by using the questionnaire is done by purposive sampling method. Our experts (interviewees) are someone who has experienced at least three years in the field of marketing and website development. The interviewees will be asked to fill out the questionnaires and the authors conduct depth interviews related to the reasoning of the scale by them.
Data Analysis
At this stage, the authors perform data analysis that has been successfully collected using AHP method. Qualitative data that have been obtained will be processed into priority criteria. While the quantitative data that has been obtained will be processed into an alternative priority. Once the priority criteria and priority alternative are identified, a priority synthesis process is established to obtain overall priority. Based on the result of the overall priority, the writer can know the ranking of the quality of C2C e-commerce website studied.
Results and Analysis
In this section, the authors do an analysis of all data that has been obtained by using analytic hierarchy process method. In addition, the authors also do a comparison of the weight of the criteria obtained by weighting the criteria used in other studies.
Result of Data Search
At this point, authors have obtained all the required data from web diagnostic tools and questionnaires. The quantitative data are presented in Table 3 and the qualitative data are presented in Table 4 . Table 3 shows the test result of C2C e-commerce website using web diagnostic tools. The first column shows the measurement criteria, the second column shows the unit of each criterion, and the other column shows the test results of the website for each criterion. Table 4 shows the results of pairwise comparison data for each criterion by the interviewees. In the first column, there is a measurement criterion that is compared, and the other column is a comparison scale of the criteria of all sources that have been generalized using geometric mean.
Analysis with AHP
After obtaining the quantitative and qualitative data, the next step is to calculate the weight of alternatives and the criteria weight. After that, the authors synthesize criteria weighting to the alternative weight. So, the authors get the final result of assessment analysis and ranking the quality of C2C e-commerce channel website. Table 5 displays the result of the analysis. Table 5 shows the AHP results. The first row explains the used criterion of the website quality. Next, the second row describes the priority criteria obtained on the results of qualitative data analysis. Meanwhile, the first column list the C2C e-commerce websites. Furthermore, the second to twelfth columns clarifies the alternative priority obtained from the results of 1206 quantitative data analysis. On the other hand, the thirteenth column communicates the overall priority score for each website. Finally, the last column expresses a ranking of website quality based on overall priority order. Based on the results obtained in Table 5 , it is known that the ranking of C2C e-commerce website quality are: 1) OLX; 2) Shopee; 3) Blibli; 4) Bukalapak; 5) Jualo; 6) Prelo; 7) Tokopedia; 8) Jakmall; 9) Mataharimall; 10) Blanja. OLX overwhelms other platforms in two criteria: page size and number of item along with Jualo. Interestingly, the vast majority of C2C platforms has similar availability with the value of 0,111. It implies that C2C platforms maintain the same standard of availability. Furthermore, this finding aligns with the expert point of view that give availability as the top priority. While OXL provides a good number of item and page size, Shopee as the second best C2C website is excellent in markup validation. Although this 
Priority Criteria Comparison
Based on the results of the analysis obtained in the previous stage, the authors could obtain the priority of each criterion. This section compares and contrasts the proposed priority with that of proposed by other studies. The comparison result of criteria priority can be seen in Table 6 . Table 6 shows that in this study, the criteria that have the highest priority are availability. On the contrary, in other studies, load time criteria have the highest priority [21] [22] [23] . According to our experts, the low availability of C2C ecommerce website may lead to a decrease in sales and customer defection. Table 6 also reveals that the priority of markup validation criteria in this study has the lowest priority. Other studies also confirm the same [21] [22] [23] . After a depth interviews with our experts, it is known that the markup validation criterion is an unimportant criterion. According to them, the website can still run even though there is an error in the markup. Table 6 also indicates the similarity of priority response time criteria in this study with other studies. It shows the response time has a high level of importance. According to the interviewees, slow response time can cause customers to feel stressed and bored. So, customers can move to other competitor's website that has a faster response time. Table 6 also displays significant priority differences in broken links criteria from this study compared to other studies. In another study, the priority of broken links criteria has the eleventh priority [21, 22] . However, in this study, criteria broken links have the fifth priority. Corresponding to our experts, broken links are important criteria. According to them, broken links are the way to another page. If the link is dead, it can complicate the customer.
